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Abstract
Integrating conversational constraint theory and models of homophily and relational 
dyadic communication, this study investigates how leader-member politeness 
exchange and servant leadership influence group member performance in a Malaysian 
organizational context. Using hierarchical linear modeling with data obtained from 
a sample of 510 employees, 65 workgroups, and 3 organizations, a politeness of 
exchange-servant leadership model was tested. Results show that servant leadership 
was positively and significantly associated with workgroup manager’s ratings of group 
member’s performance. The positive association between servant leadership and 
group member performance is more pronounced when managers and members in 
workgroups are high in politeness of exchange in their interactions. As predicted, 
leader-member dyadic politeness of exchange within the workgroup manager-group 
member dyads moderated this positive association.
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A substantial body of literature on the relationship between leader-member dyadic 
interaction and group outcomes has been amassed over the past few decades (see 
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Seibold, Hollingshead, & Yoon, 2014). Reasons for this interest include the rising 
frequency of leader-member dyadic interaction being exhibited in workgroups, as well 
as the considerable impact of leader-member dyadic interaction on a range of organi-
zational and individual outcomes in workgroups. In particular, interactions between a 
group leader and group members have been shown to connect quite closely with 
leader-member behaviors in the workgroup (Barry & Crant, 2000).
To fully comprehend what constitutes effective leader-member communication in 
workgroups, one must consider an in-depth understanding of the local cultural con-
texts that underpin workgroup interaction (and its potential effect on leadership behav-
iors and outcomes). Although globalization pushes organizations across the world to 
converge through the adoption of common best practices, a strong pull toward cultur-
ally divergent ways of doing business and interacting continues to exist as well. 
Researchers and practitioners who study organizational phenomena in different cul-
tures must therefore ensure that when best practices from one cultural context are 
applied to different conditions elsewhere, these comparisons must be done carefully 
and appropriately (Jian, 2014).
Given the potential for cultural divergence in workgroups, this study sets out to 
investigate the impact of communication-based politeness of exchange and cultural 
relational norms on servant leadership in a Malaysian organization. Malaysian culture 
is firmly grounded in traditional values such as paternalism, humility, seniority, and 
respect for tradition in building relationships (Bakar, Jian, & Fairhurst, 2014). Values 
such as these suggest that cultural-norm congruence will represent a salient feature of 
the work context. Additionally, researchers must look beyond simple main effects 
(e.g., between leadership, servant leadership, and group member performance) if we 
are to truly understand organizational dynamics. Indeed, previous research has shown 
that the effects of leadership style can be either intensified or minimized by moderat-
ing variables (Hu & Liden, 2011). One important variable that may moderate the lead-
ership style–job performance relationship is the “leader-member dyadic interaction 
cultural configuration” in the workgroup. Said differently, we are referring to the 
degree to which the cultural configuration of workgroup members and their immediate 
supervisor is congruent (Gordon & Stewart, 2009; Lee, Park, Lee, & Lee, 2007).
Just as leader-member dyadic interaction can be influenced by both culture and 
congruence in the dyad, group member performance ratings (performance as rated by 
a manager) can also be affected by these factors (Gardner, Reithel, Foley, Cogliser, & 
Walumbwa, 2009; Oetzel, McDermott, Torres, & Sanchez, 2012). Further illustrating 
the dynamic nature of the workgroup, the communication literature also indicates that 
group members’ perceptions toward the leader play a role in this dynamic process by 
shaping the perceptions of each party in the workgroup (Susskind, Odom-Reed, & 
Viccari, 2011). These perceptions then influence interpersonal communication, which 
in turn, reinforce perceptions of workplace relationships such as the relationships 
between the various dyads (Bakar, Dilbeck, & McCroskey, 2010; Bakar & Sheer, 
2013; Sias, 2005). Group member attitudes toward the group are therefore reinforced 
(Yuan, Fulk, Monge, & Contractor, 2010). Inspired by these findings, the purpose of 
this study is to explore the extent to which leader-member dyadic politeness of 
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exchange agreement moderates the relationship between servant leadership and work-
group member performance.
The present study makes several contributions to the literature. First, our findings 
further the model of servant leadership and group member performance, and help 
reconceptualize the primary process of leader-member dyadic politeness of exchange 
by linking these two constructs. This contribution aligns with recent calls by Liden 
(2011) and Seibold et al. (2014) to focus more on research designs that capture contex-
tual and cultural factors such as moderators in the workgroup. The business communi-
cation literature, in particular, can benefit from studies such as these which pave the 
way for finer grained theorizing and analysis in important organizational areas such as 
servant leadership, group member performance, and dyadic politeness of exchange. At 
the practical level, managers may draw on these findings as they assess employee per-
formance and employ more “mindful” communicative actions with their subordinates.
Politeness in Malaysian Context and the Importance of Polite 
Communication
Any examination of the Malaysian workplace requires an understanding of culture and 
the role that ethnic majorities play in Malaysian organizations. Malaysian society is 
composed primarily of three large ethnic groups: Bumiputra (or Malay; 65.1%), 
Chinese (26.0%), and Indian (7.7%; Central Intelligence Agency, 2013). Each of these 
ethnic groups maintains its own strong ethnic identity, with its own cultural customs, 
practices, language, values, and beliefs (Abdul Rashid & Ho, 2003). However, unlike 
Western heterogeneous societies, in which liberal values are applied to regulate cul-
tural and workplace ethics (e.g., considering workplace diversity discourses, equal 
opportunity laws, diversity hiring goals, etc.), Malaysian society is still ingrained with 
traditional values and historical practices. Generally, all ethnicities in Malaysia tend to 
value harmonious relationships, respect elders and religion, and believe in face-saving 
(Abdul Rashid, Sambasivan, & Abdul Rahman, 2004).
The uneven ethnic distribution of workers across economic sectors is a core demo-
graphic characteristic of the Malaysian workforce (Abdul Rashid & Ho, 2003). The 
majority of Bumiputra work in the manufacturing and public sectors, the Chinese—
along with a small number of Indians—dominate management and professional posi-
tions, while the majority of Indians work in the plantation sector (see Bhopal & 
Rowley, 2005). Additionally, the unique heterogeneity (with homogeneous subdivi-
sions) of Malaysian society highlights the complexity of communication and the sig-
nificant role of “context” in Malaysian workplaces, especially if viewed in light of 
more culturally heterogeneous societies in North Asia and elsewhere.
Previous studies have indicated that the ethnic majority tends to preserve its distinct 
communication style in the workplace (Ashcraft & Allen, 2003) and therefore influ-
ences the communication climate in that workplace (Allen, 2007). In the Malaysian 
cultural context, the ethnic majority Malays (as native to Malaysia) not only shape the 
cultural norms of society but also shape the different types of communicative behavior 
in the workplace. For example, research conducted by Nair-Venugopal (2000) found 
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that “Malaysian English” (a mix of the English and Malay languages) is the predomi-
nant way of speaking in the Malaysian workplace setting.
To further understand Malaysian workplace culture, understanding the concept of 
budi in a Malay’s daily life is necessary (Storz, 1999). The word budi is based on the 
Sanskrit word buddhi, which is defined as wisdom, understanding, or intellect (Monier-
Williams, 1956). The concept of budi has long been an integral part of the Malay cul-
ture, and the meaning has been extended to encompass ethics, as well as intellect and 
reason. Budi is a centerpiece of a Malay’s social relational, normative, and behavioral 
(social and individual) way of being. The way an individual Malay feels and thinks 
about himself or herself, as well as of others, is guided by budi. In the mind of a Malay, 
budi determines his or her thinking, judgments, moral attitudes, goodness, and how 
communication and interaction should be presented. In the Malay cultural context, 
budi is reflected throughout the entire spectrum of mind, emotion, morality, goodness, 
and practicality in judgments of the communication and interaction with another per-
son. A person with a high level of budi, when communicating and interacting with 
another person, should be thoughtful and considerate, engaged in good conduct, and 
be enlightened and practical. Thus, these culturally driven communication styles are 
essential in leader-member dyadic interactions in the Malaysian workplace. 
Communication must be considered as a vital factor that will interact with leadership 
characteristics and workgroup outcomes.
Leader-Member Dyadic Politeness of Exchange
One way of capturing communicative budi is through the politeness in interaction, 
which is known as pekerti (Bakar, Walters, & Halim, 2014). Pekerti refers to how 
language should be used or presented in the interactions or conversations with others. 
Concepts such as pekerti, which is inherently culturally driven, are consistent with 
Kim’s (1994) conversational constraint theory which uses the concept of social appro-
priateness (i.e., what constitutes acceptable communicative behavior in a given cul-
tural context) to examine the role of culture in one’s communication. Kim (1994) 
argues that social appropriateness can only be achieved through interpersonal relation-
ships and a task orientation interaction. The relationship quality between individuals 
also depends on the cultural context of the interactions. In short, Kim emphasizes that 
our understanding of conversational constraints must recognize the cultural basis of 
communication and the shared social knowledge of the cultural context. Using the 
conversational constraint framework for their analysis, several prior studies have dem-
onstrated links between culture and interaction (e.g., Lapinski & Rimal, 2005; Park & 
Levine, 1999). In fact, effective individual behavior in the workplace may be best 
achieved by a strong awareness and adherence to cultural norms and preferred com-
munication styles in the workplace.
In addition, the relational dyadic communication perspective indicates that com-
munication is a negotiated process through which a dyad reciprocally defines the rela-
tionships. As such, when the communication within a given dyad (e.g., group 
leader–group member, group member–group member) reflects either high shared 
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meaning or low shared meaning, this communication affects the dyadic interpretations 
of the relationship (Mumby & Stohl, 1996). From the perspective of interaction rich-
ness theory, rich conversations within a dyad are characterized by meaning that can be 
conveyed with few words, interactional movements that are highly synchronized, and 
a dyad that precisely conveys intended meanings (Barry & Crant, 2000).
The current study extends this notion and argues that interaction richness theory is 
crucial for understanding the extent to which symbolic meaning is shared in the inter-
acting dyad, and that the interpretation of this meaning is culturally appropriate. As 
such, leader-member dyadic politeness of exchange may have significant implications 
for key organizational outcomes such as performance ratings. In this study, leader-
member dyadic politeness of exchange refers to the extent to which a leader and his or 
her subordinates agree in their evaluation of the polite language that should be used or 
presented in interactions. Leader-member politeness of exchange is thus a manifesta-
tion of the culturally appropriate interactive exchanges that occur between leaders and 
members. The nature of these interactions may differ across dyads.
Empirical evidence based on the concept of homophily, which refer to “the degree 
to which individuals who interact are similar with respect to certain attributes” (Rogers 
& Bhowmik, 1971, p. 526), indicates that dyads who are similar in interaction are 
likely to ease communication and stimulate trust (Monge & Contractor, 2003), thus 
making collaboration between leader-member dyads easier (Atouba & Shumate, 
2010). Supporting this notion, prior research has indicated that leader-member dyadic 
shared agreement on relationship quality was correlated with performance ratings. In 
particular, group members who share agreement with their leaders garner the highest 
job performance scores (Chan, Chen, & Lam, 2011; Coglister, Schriesheim, Scandura, 
& Gardner, 2009; Markham, Yammarino, Murray, & Palanski, 2010).
Servant Leadership
The term “servant leader” refers to the leader who models service by humbly and ethi-
cally serving his or her followers, rather than expecting to be served by these followers 
(Ehrhart, 2004). Servant leadership is based on ethics and personal integrity in all 
realms of life, including work, family, and community (Ehrhart, 2004). Such personal 
integrity promotes organizational functioning through high levels of employee trust in 
management (Avolio & Gardner, 2005; Ehrhart, 2004). Strong, internalized moral 
standards guide servant leaders as they serve as role models for their followers, and 
show deep concern for their personal and career growth and development (Piccolo & 
Colquitt, 2006). Not surprisingly, servant leadership has been found to promote orga-
nizational functioning through the development of high levels of trust between a leader 
and his or her followers (Avolio & Gardner, 2005). Liden, Wayne, Zhao, and Henderson 
(2008) have described servant leadership in terms of seven types of behavior: 
(a) behaving ethically, (b) providing emotional healing, (c) putting subordinates first, 
(d) helping subordinates grow and succeed, (e) empowering employees, (f) creating 
value for the community, and (g) providing conceptual skills that extend beyond other 
leadership approaches (e.g., transformational leadership).
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Within the workgroup, the social and cultural norm exchanges between leaders and 
their group members are central to the servant leadership process within the work-
group. For example, at the group level, Liden et al. (2008) found that social- and 
cultural-based communication exchanges between leaders and their group members 
are central to the servant leadership process. This exchange might involve a leader 
who helps group members by affirming their strengths and potential or a leader who 
provides developmental support for the workgroup as a whole. These exchanges have 
been found to contribute to a supportive communication climate within the work 
group, where group members reciprocate by exerting effort, showing commitment, 
and displaying organizational citizenship behavior (OCB) directed toward work group 
performance. Hu and Liden’s (2011) study established that this exchange process is 
related positively to group potency and, in turn, influences individual perceptions of 
OCB in the group. The manner in which group members perceive the group leader can 
also influence how the group members see each other (Susskind, Odom-Reed, & 
Viccari, 2011). These perceptions can influence interpersonal communication which, 
in turn, can reinforce views on workplace relationships (Bakar et al., 2010; Bakar & 
Sheer, 2013). These exchanges are likely to either strengthen or weaken each group 
member’s level of commitment to the group’s OCB.
For the purposes of this study, servant leadership refers to the degree to which a 
leader acts as a role model for one’s followers and shows concern for the followers’ 
growth and development. In the Malaysian cultural context, employees report that 
they expect their leaders to show compassion toward them. Malaysian employees 
also report responding better to work if they see humanistic benefits accruing to the 
family, the community, and the nation (Selvarajah & Meyer, 2008). Compassion is 
indeed a central leadership trait commonly found in servant leadership studies 
(Leever, Daniels, & Zimmerman-Oster, 2006). As such, we feel that the effect of 
servant leadership on group members’ perceptions must be examined and under-
stood vis-a-vis both cultural/relational norms and communication configurations 
(Hu & Liden, 2011).
Leader-Member Dyadic Politeness of Exchange as a Moderator in 
the Relationship Between Servant Leadership and Group Member 
Performance
Drawing on situational conversational constraint theory and interaction richness the-
ory discussed above, the notion of selective retention, based on leader-member dyadic 
politeness of exchange, suggests that people tend to remember salient stimuli that 
reinforce their existing attitudes and beliefs when the communication and interactions 
are congruent with their values or are socially appropriate (L. A. Liu, Chua, & Stahl, 
2010). Servant leadership and dyadic politeness of exchange affect performance rat-
ings when team members act in congruence with culturally appropriate interactive 
exchanges. As such, a leader who can energize team members’ identification and com-
mitment to the work and goals of the workgroup is well poised to achieve better 
results.
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By its very nature, servant leadership is well-suited to elevate workgroup members’ 
performance, especially when leader and member interactions within the workgroup 
are congruent with cultural configurations. This is because the servant leader, rather 
than engaging in opportunistic behaviors, is engaged with the individual group mem-
ber’s growth and career development. The employee-centered focus of servant leader-
ship is manifested in a greater acceptance of leader-member dyadic politeness of 
exchange within the workgroup. This translates to group member performance (see 
Quigley, Tesluk, Locke, & Bartol, 2007). In summary, leader-member dyadic polite-
ness of exchange within the workgroup affects behavior indirectly in the form of mod-
erating conditions.
Within the workgroup, the servant leader’s “subordinate first” emphasis also helps 
the leader achieve better performance of workgroup members. When workgroup 
members feel that the leader is concerned with their development, they tend to more 
fully embrace group goals and processes through their interactions with the workgroup 
leader. In addition, key dimensions of servant leadership include empowering behav-
iors, which are especially salient with respect to leader-member dyadic politeness of 
exchange. These empowering behaviors permit workgroup leaders to involve group 
members in the goal-setting process (Liden, 2011). The rationale is that when leader-
member dyadic politeness of exchange is low, the dyad may be unable to reap the full 
benefit of rich interaction and consequently, the workgroup members are unable to 
embrace the group goals and processes. On the other hand, when leader-member 
politeness of exchange is high, the effects of the interactions become greater in increas-
ing a group leader’s perceptions of the group members’ performance (Oetzel et al., 
2012).
Applied to relational dyadic communication, the above notion suggests that socially 
appropriate rich communication within dyads is likely to minimize differences (either 
consciously or unconsciously), thus making group leader-members dyadic polite-
nesses of exchange more pleasant (i.e., a more comforting atmosphere and positive 
outcomes in the workgroup; Uhl-Bien, 2006). One important caveat is that leaders and 
members can either agree or disagree on the nature of their politeness of exchange; 
indeed, disagreement over task considerations, resource constraints, and other such 
issues are very common in organizations today (Jian, 2014). It makes sense, therefore, 
to hypothesize that leader-member dyadic politeness of exchange moderates the ser-
vant leadership-group member performance relationship. Low leader-member dyadic 
politeness of exchange in the workgroup will exacerbate problems in dyadic relation-
ships. In contrast, the more leader-member dyadic politeness of exchange, the more 
heightened the effects of the dyadic relationship.
From the relational dyadic communication, conversational constraint, and interaction 
richness perspectives, leader-member (im)politeness of exchange should amplify (in one 
direction of the other) the effects of servant leadership. Leaders experiencing interaction 
with one or more group members that is incongruent with their relational norms may be 
predisposed to view their relationships with either ambivalence or disregard (Lauring & 
Selmer, 2012; Su, 2012). This may heighten disagreement about the quality of the leader-
member relationship interaction, and lower the leader’s performance ratings of those 
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subordinates. On the other hand, the greater the leader-member dyads’ politenesses of 
exchange in the workgroup, the more likely the dyads are to have similar relational com-
munication perceptions, and better group member performance ratings (Bisel & Kramer, 
2014). It seems reasonable, then, that leader-member dyadic politeness of exchange will 
amplify servant leadership characteristics and the performance ratings of the subordi-
nate. Hence, we hypothesize that:
Hypothesis 1: There is a positive association between leader-member dyadic 
politeness and servant leadership in predicting group member performance.
We also argue that leader-member dyadic politeness interacts with servant leader-
ship in predicting group member performance. The nature of the interaction should be 
such that the relationship between servant leadership and group member performance 
ratings is strongest when there is high politeness of exchange among group leader–
group member dyads. Thus, we hypothesize that:
Hypothesis 2: The relationship between servant and group member performance 




This study involved the collection of data from three organizations in Malaysia. The 
participants worked in different functional groups, including accounting, customer 
service (e.g., handling customer complaints), product design, production, HR (e.g., 
staffing), and marketing. To ensure mature workgroup membership, the sample lim-
ited participation in the study to employees with a minimum of 6 months tenure in 
their current workgroups (see Graen & Uhl-Bien, 1995). By doing so, we ensured that 
the employees and their managers were sufficiently familiar with each other and had 
developed exchange relationships. The original sample composed of 850 employees, 
including 65 managers (over 65 groups) who were invited to participate. The partici-
pants were allowed to complete the surveys at home and mail them to us in self-
addressed stamped envelopes. Six workgroup surveys were discarded as a result of 
missing manager ratings. A total of 510 employees (60% response rate) representing 
59 workgroups were included in the analysis. The demographic breakdown of the full-
time working sample was as follows: gender (65% male, 35% female) and ethnicity 
(60% Malay [Bumiputra], 35% Chinese, and 5% Indian). The average age of the sam-
ple was 45.6 years, the average organizational tenure was 8 years, and the average 
(current) job tenure is 6 years. In the managerial sample (90% response rate), 56% 
were male and 44% were female, while approximately 45% were Malay (Bumiputra), 
50% were Chinese, and 5% were Indian. The average age was 58.2 years, the average 
organizational tenure was 9.3 years, and the average (current) job tenure is 8.3 years. 
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In each manager-subordinate dyad, the manager rated the performance of between six 
and seven group members.
In terms of the proportion of dyads with similar and dissimilar demographic fea-
tures, and based on 510 subordinate-manager pairs, approximately 45% (n = 229) 
were of the same gender, while 60% (n = 306) held the same ethnicity. Also, 30% 
(n = 153) were of the same age category (30-44 years). Regarding organizational ten-
ure, 51% (n = 260) were in the same organizational tenure category (5-10 years). The 
above findings on ethnicity are consistent with country-level data that ethnic Malays 
compromise the majority of workers in the manufacturing and public sectors in 
Malaysia. As such, we can assume that the cultural and relational normative arguments 
proposed herein regarding ethnicity are consistent with the research on culture from 
other studies set forth earlier in this study.
To minimize concerns about possible sampling bias, sample means were compared 
for the usable cases and the cases dropped on the basis of unmatched group leader–
group member questionnaires for all study variables. Analysis of variance (ANOVA) 
results indicated that the two groups of data were not significantly different from each 
other. Therefore, it can be concluded that the group leader–group member matched 
sample was valid for subsequent analyses, and that sampling bias was not a major 
problem in this study.
Instrumentation
Servant Leadership. Workgroup members assessed their leaders using Liden et al.’s 
(2008) 28-item Servant Leadership Scale. An example item is “My manager seems to 
care about my success than his/her own” (1 = strongly disagree to 7 = strongly agree). 
Based on Hu and Liden’s (2011) suggestion, overall servant leadership was used as a 
latent factor and an average of all items to represent servant leadership within group 
(α = .90).
Leader-Member Dyadic Politeness of Exchange. Both the workgroup manager and the 
workgroup members assessed the pekerti (the use of language) to reflect their man-
ner, actions, and relationships toward others using Bakar et al.’s (2014) 9-item 
Communication Styles in the Workplace Scale for workgroup members (α = .87) 
and for workgroup leaders (α = .80). An example item for workgroup members is 
“I always use polite language to greet my manager” and for the workgroup leader 
is “I always use polite language to greet this subordinate” (1 = strongly disagree to 
7 = strongly agree).
The leader-member dyadic politeness of exchange scores were based on the 
assumption that “neither the supervisor nor the subordinate compares his/her dyadic 
relationship to any other relationship within the workgroup” (Schriesheim, Castro, 
Zhou, & Yammarino, 2001, p. 531). Within-dyad leader-member interaction was 
defined as the agreement of the scores of a leader and a member in a given dyad in a 
workgroup. Between-dyad scores were calculated by averaging the responses on the 
scales of leader-member dyadic interaction scale for both the manager and the group 
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member. Because each workgroup leader had more than one subordinate, the within-
dyad score was computed by subtracting the between score for either party from the 
other’s corresponding score. We also subtracted the group member’s score from the 
manager’s score. This approach resulted in agreement scores on the leader-member 
dyadic interaction scale. These scores ranged from −2.57 to +5.63. A negative score 
indicated that the manager’s numerical score (value) was lower than that of the group 
member. It is worth noting that it is necessary to be cautious in interpreting agreement 
scores, especially on the issue of the average score between an individual and a group 
of individuals. The agreement score in hierarchical linear modeling (HLM) equations 
provide more accurate parameter estimates than those from ordinary least square 
regression or polynomial regression when examining nested or multilevel data struc-
ture (Raudenbush, Bryk, Cheong, & Congdon, 2004; Rousseau, 1985). This is espe-
cially beneficial in a data set like ours, in which there is substantial variability in the 
number of group members nested within each group leader.
Group Member Performance. Managers accessed workgroup member performance via 
four items adopted from work done by Liden, Wayne, and Stilwell (1993). An example 
item regarding group member performance is “This subordinate is superior (so far) to 
other subordinates in the workgroup” (1 = strongly disagree to 7 = strongly agree; α = 
.93). The managers’ evaluations were averaged to form every group member’s perfor-
mance score.
Data Analysis and Results
Given that all of our analyses were cross level, justification was needed that the variables 
(servant leadership and group member performance) at the individual level and at the 
dyadic level (leader-member dyadic politeness of exchange) could be aggregated. 
Spherically, we needed to determine whether statistical methods (e.g., HLM), were nec-
essary to control for between-supervisors or groups (as a manager anchors a workgroup) 
effects. First, we utilized two forms of intraclass correlational coefficients (ICC). ICC 
(1) represents the proportion of variance due to group variability and ICC (2) reflects the 
extent to which groups are used to differentiate reliably in terms of the individuals’ rating 
of the variables. Bliese (2000) suggests that ICC (1) values close to .20 indicate that the 
scores are desirable for group-level analysis, while for ICC (2), values greater than .60 
are desirable (Glick, 1985). The ICC (1) and ICC (2) values calculated with ANOVA 
were as follows: .18 and .76 for servant leadership, .16 and .75 for leader-member dyadic 
politeness of exchange, and .21 and .80 for group member performance.
Finally, because group size easily influences ICC (2; Castro 2002), the within- and 
between-analysis (WABA I) program was used to assess whether the observed variation 
in the measures had within-group or between-groups variations (Yammarino, Dansereau, 
& Kennedy, 2001). Results revealed that all variables exhibited greater between-eta 
correlations than within-eta correlations. Thus, the aggregation of servant leadership, 
leader-member dyadic politeness of exchange, and group member performance sug-
gests that the variance and covariance were attributable to group-level effects. Because 
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of this, the WABA I results confirmed that for servant leadership, leader-member dyadic 
politeness of exchange, and group member performance, the variance between entities 
was stronger than for within entities. This finding is consistent with work done by 
Yammarino, Dionne, Uk Chun, and Dansereau’s (2005) who argue that if variation 
between and within dyads are functioning in the group, expecting more differentiation 
between groups than within groups seems reasonable. Furthermore, results revealed 
that between-groups variation was significantly greater than within-group variation for 
all variables, thus indicating systematic between-groups variance. WABA I results thus 
demonstrated that the individual-level variables could be aggregated, that cross-level 
analysis was appropriate, and that HLM techniques were necessary to test our hypoth-
esis (see Tasa, Taggar, & Seijts, 2007).
Analysis Strategy
The hypotheses were tested using HLM because group managers rated each individual 
group member’s performance. HLM is a stringent, appropriate, and efficient proce-
dure for testing our model (see Raudenbush, Bryk, Cheong, & Congdon, 2004) in that 
it (a) allows for simultaneous analyses of multilevel data (e.g., nested structure), which 
minimizes possible biases (e.g., employees’ one-sided ratings on servant leadership 
and managers’ one-sided ratings on performance); (b) supports moderating tests; and 
(c) identifies sources of variance. As the sample consisted of dyads in workgroups 
with each supervisor and subordinate rating interactions in the workplace, the supervi-
sors’ ratings on performance might not be independent. HLM could detect supervisor 
effects while testing our moderating hypothesis. Thus, a multilevel model was esti-
mated in which group members (Level 1) were nested within the group managers 
(Level 2). Raudenbush and Bryk’s (2002) multistep method using grand mean- 
centered variables was followed.
For the first step, mean group tenure, length of supervisory relationship, and orga-
nizational tenure were entered, all of which were controlled given their importance in 
previous research (Schaubroeck, Lam, & Cha, 2007). Results of ANOVA showed sig-
nificant differences with respect to the hypothesized variables across the three organi-
zations. Thus, the three organizations were dummy coded for the effects of mean 
group tenure, length of supervisory relationship, and organizational tenure on the 
dependent variable. In the second step, the control variables, servant leadership, and 
leader-member dyadic politeness of exchange were entered, while in the final step, the 
control variables, servant leadership, leader-member dyadic politeness of exchange, 
and interaction between servant leadership and leader-member dyadic politeness of 
exchange were entered.
Prior to conducting hypothesis testing, the data were tested for entry errors and 
normality (based on kurtosis and skewness) of the distribution of each item and the 
composite score of each variable. Items that were nonnormal and had low factor load-
ings in the exploratory analysis were eliminated from the confirmatory factor analysis 
(CFA) and hypothesis testing. Descriptive statistics and correlations for all variables 
are reported in Table 1.
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Table 2. Confirmatory Factor Analysis.
Model χ2 (df) Δχ2 (df) CFI NFI SRMSR RMSEA
Four-factor 165.70 (39) — .99 .98 .04 .09
Three-factor 263.04 (40) 125.93 (3) .87 .80 .12 .32
One-factor 370.73 (41) 237.04 (4) .89 .87 .10 .20
Note. NFI = normed fit index; CFI = comparative fit index; SRMSR = standardized root-mean-square 
residual; RMSEA = root mean square error for approximation; df = degrees of freedom. All χ2 and Δχ2 
values are significant at p < .01.
Confirmatory Factor Analysis
A CFA was conducted with LISREL 8.7 software (Jöreskog & Sörbom, 1993) to deter-
mine the distinctiveness of the measures: servant leadership, subordinate-dyadic 
politeness of exchange, manager-dyadic politeness of exchange, and group perfor-
mance. A hypothesized four-factor model with distinct correlated factors for servant 
leadership, subordinate-dyadic politeness of exchange, manager-dyadic politeness of 
exchange, and group performance (Model 1) was compared with a series of alternative 
models. The models were: a three-factor model, in which servant leadership, subordi-
nate-dyadic politeness of exchange, and manager-dyadic politeness of exchange were 
loaded on a common factor (Model 2); and a one-factor model in which all items were 
loaded on a single factor (Model 3). The results (Table 2) indicated that the hypothe-
sized four-factor model, with servant leadership, subordinate-dyadic politeness of 
exchange, manager-dyadic politeness of exchange, and group performance items load-
ing on unique factors, produced a good and better fit than the alternative models: 
χ2(39, N = 510) = 165.70, p < .01, comparative fit index = .99, normed fit index = .98, 
standardized root-mean-square residual = .04, and root mean square error for approxi-
mation = .09. All items loaded significantly on their respective factors (Table 3).
Table 1. Means, Standard Deviations, and Intercorrelations Among Variables.
Variables M SD 1 2 3 4 5 6 7 8 9 10 11
 1.  Organization 1 0.36 0.44 —  
 2.  Organization 2 0.34 0.40 .31* —  
 3.  Organization 3 0.37 0.45 .29* .28* —  
 4.  Mean group tenure (years) 3.29 1.67 .44* .36* .38* —  
 5.  Length of supervisory relationship (years) 3.49 2.92 .31* .38* .48* .55 —  
 6.  Organizational tenure (years) 4.54 2.97 .21* .24* .33* .31* .30* —  
 7.  Group member politeness of exchange 5.53 0.63 .51* .68* .55* .46* .58* .59* —  
 8.  Manager dyadic politeness of exchange 5.21 0.68 .64* .60* .59* .57* .60* .42* .72* —  
 9.  Leader-member dyadic politeness of exchange 5.03 0.51 .68* .62* .78* .58* .52* .30* .78* .70* —  
10.  Servant leadership 4.59 0.49 .55* .49* .53* .52* .48* .52* .42* .50* .58* —  
11.  Group member performance 5.20 0.63 .54* .38* .46* .52* .53* .55* .69* .63* .72* .58* —
*p < .05.
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Table 3. Standardized Factor Loadings for the Constructs.
Indicator Factor loading
Servant leadership (α = .90)
I would seek help from my manager if I had a personal problem. .77*
My manager cares about my personal well-being. .82*
My manager takes time to talk to me on a personal level. .78*
My manager can recognize when I am down without asking me. .73*
My manager emphasizes the importance of giving back to the community. .60*
My manager is always interested in helping people in our community. .70*
My manager is involved in community activities. .83*
I am encouraged by my manager to volunteer in the community.  
My manager can tell if something is going wrong. .76*
My manager is able effectively think through complex problems. .84*
My manager has a thorough understanding of our organization and its 
goals.
.88*
My manager can solve work problems with new or creative ideas. .84*
My manager gives me responsibility to make important decisions about my 
job.
.90*
My manager encourages me to handle important work decisions about my 
job.
.70*
My manager gives me the freedom to handle difficult situations in the way 
that I feel is best.
.69*
When I have to make an important decision at work, I do not have to 
consult my manager first.
.72*
My manager makes my career development a priority. .65*
My manager is interested in making sure that I achieve my career goals. .64*
My manager provides me with the working experience that enables me to 
develop new skills.
.72*
My manager wants to know about my career goals.  
My manager seems to care more about my success than his/her own. .74*
My manager puts my best interests ahead of his/her own. .60*
My manager sacrifices his/her own interests to meet my needs. .79*
My manager does what she/he can do to make my job easier. .77*
My manager holds high ethical standards. .68*
My manager is always honest. .61*
My manager would not compromise ethical principles to achieve success. .67*
Group members—Politeness of exchange (α = .87)
I always avoid using harsh language when I interact with my workgroup 
manager.
.77*
The use of polite language is important to me when interacting with my 
workgroup manager.
.71*
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Hypotheses Testing: Hierarchical Linear Modeling
Hypotheses were tested with HLM version 8.0 software (Raudenbush, Bryk, Cheong, 
& Congdon, 2004). Before testing the hypotheses, null models were run to examine 
whether variance in the moderating and outcome variables was related significantly in 
the model. The results in Table 4 provided support for significant between-dyad varia-
tion in group performance τ000 = .09, χ2(32, N = 510) = 75.3. Therefore, the individ-
ual-level variables could be aggregated, cross-level analysis was appropriate, and 
HLM techniques were necessary to test our hypotheses (see Peterson & Castro, 2006).
Indicator Factor loading
The language I use when communicate with my workgroup manager 
reflects who I am.
.75*
I use polite language when I seek advice from my workgroup manager. .78*
I believe that the use of polite language at work will avoid hurting my 
workgroup manager.
.87*
In showing respect my workgroup manager, I use appropriate language to 
address him/her.
.82*
I always use polite language to greet my workgroup manager. .81*
I am confident that the language use by my workgroup manager can 
motivate me to work.
.83*
Group managers—Politeness of exchange (α = .80)
I always avoid using harsh language when I interact with this subordinate. .70*
The use of polite language is important to me when interacting with this 
subordinate.
.65*
I try to use polite language even when I am angry with this subordinate. .78*
The language I use when I communicate with this subordinate reflects who 
I am.
.75*
I use polite language when advising this subordinate. .78*
I believe that the use of polite language at work will avoid hurting this 
subordinate.
.83*
In showing respect to this subordinate, I use appropriate language to 
address him/her.
.72*
I always use polite language to greet this subordinate. .81*
I am confident that the language I use can motivate this subordinate to 
work.
.83*
Group member performance (α = .93)
This subordinate is superior (so far) to other subordinates in the team. .86*
Overall level of performance that you observe for this subordinate. .79*
Your view of your subordinate in terms of his or her overall effectiveness. .77*
Overall, to what extent do you feel your subordinate has been effectively 
fulfilling his or her roles and responsibilities?
.85*
Note. All factor loadings are significant at p < .001.
Table 3. (continued)
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In Model 1, Organization 1, Organization 2, and Organization 3 mean group tenure 
and length of supervisory relationship were significant predictors for group member 
performance. The variance explained in group member performance by this step was 
36%. Model 2 tested the main effect of servant leadership and leader member dyadic 
politeness of exchange. The addition of these variables explained 40% of variance for 
group member performance. The pseudo ΔR2 value of .04 indicated that the addition 
of the two variables explained 4% of the variance in group member performance. 
Next, the slopes were tested for the main effects as random effects. For group member 
Table 4. Hierarchical Linear Modeling Results of the Moderating Role of Leader-Member 
Dyadic Politeness of Exchange in the Relationship Between Servant Leadership and Group 
Member Performance.
Coefficient χ2  
Null model .09* 75.3  
Group member performanceτ000 Model 1 Model 2 Model 3
Step 1: Control variables
Organization 1 .26* (2.10) .26* (2.10) .26* (2.10)
Organization 2 .20* (2.14) .30* (2.14) .30* (2.14)
Organization 3  
Mean group tenure .16* (1.12) .11* (1.07) .14* (1.10)
Length of supervisory relationship .16* (1.12) .15* (1.12) .15* (1.12)
Organizational tenure .06 .05 .06
R2 .36  
Step 2: Independent variables
Servant leadership .46* (5.16) .46* (5.16)
Leader-member dyadic politeness of exchange .40* (4.33) .40* (4.33)
R2 .40  
ΔR2 .04*  
Pseudo ΔR2 .04  
Step 3: Moderator





Total pseudo ΔR2 .11
Log-likelihood 25 33 33
Akaike (AIC) 285.32 285.32 285.35
Bayesian (BIC) 395.70 395.74 395.84
Note. AIC = Akaike information criterion; BIC = Bayesian information criterion. Level 1, n = 510 
employees; Level 2, n = 65 workgroups. Entries are random effects with robust standard error.  
R2= proportion of within-group variance explained by Level 1 predictor. Entries are random effects with 
robust standard error.
*p <. 05.
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performance, the main effect of servant leadership (β = .46, t = 5.16, p < .05) and 
leader-member dyadic politeness of exchange (β =. 40, t = 4.33, p <. 05) were 
significant.
The final model (Model 3) presented in Table 4 shows the interaction of servant 
leadership and leader-member dyadic politeness of exchange. The addition of these 
variables explained 47% of the variance for group member performance after control-
ling for the control variables and for the main effect of servant leadership and leader-
member dyadic politeness of exchange. The total pseudo ΔR2 of .11 indicated that 
additional 11% of the total variance in group member performance was explained. The 
ΔR2 produced by the interaction term was within the typical range (for moderator 
effects in nonexperimental studies (see Cohen, Cohen, West, & Aiken, 2003), indicat-
ing that the impact of servant leadership on group member performance varied as a 
function of leader-member dyadic politeness of exchange. Interactions typically 
explain 1% to 3% of the variance in outcomes of interest, in this case, the outcome 
being performance (see Cohen, 1988). Thus, the magnitude of our R2 change is within 
the range of interaction estimation.
The slope for the interaction term as random effects was also tested. Group member 
performance and the interaction effect between servant leadership and leader-member 
dyadic politeness of exchange (β = .50, t = 5.25, p < .05) were significant. To deter-
mine the nature of the interaction, the simple slope was tested with high leader-member 
dyadic politeness of exchange (1 standard deviation higher) and low leader-member 
dyadic politeness of exchange (1 standard deviation higher; see Figure 1). In support 
of our hypothesis, the positive relationship between servant leadership group perfor-
mance was stronger in the presence (β = .32, t = 3.34, p < .05) than in the absence 
(β = −.18, t = 2.20, p < .05) of high leader-member dyadic politeness of exchange.
Discussion
Theoretical Implications
Although previous research on servant leadership has suggested a positive correlation 
between perceived servant leadership and a range of performance outcomes (Hu & 
Liden, 2011), a careful review of the literature raises some interesting new questions. 
First, studies supporting such a correlation most often have adopted an individual or 
group level of analysis instead of a dyadic one. In taking a dyadic approach, the pres-
ent study sheds new light on how agreement on perceived leader-member politeness 
of exchange between group managers and group members is associated with group 
member performance ratings.
Second, to better understand communication and cultural dynamics, research such 
as this study on group behavior suggests that relational norms and leader-member 
dyadic politeness of exchange strongly affect individual behavior in the workplace 
(e.g., M. Liu & Wilson, 2011; Oetzel et al., 2012). Additionally, and as mentioned 
earlier, leader-member workplace interaction in non-Western cultures like Malaysia is 
very closely tied to local cultural configurations. This study examines whether budi, as 
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a relational norm, and leader-member dyadic politeness of exchange in the Malaysian 
workplace moderate the effect of servant leadership on group member performance. 
Third, in an increasingly globalized world, companies are escalating their offshore 
operations in emerging markets through international subsidiaries and joint ventures. 
Thus, a great deal still remains to learn regarding the ways in which manager-subordinate 
relationships within workgroups function and affect performance in culturally diverse 
contexts.
We addressed the above issues by studying 65 workgroups in three Malaysian orga-
nizations. Our HLM analyses revealed that servant leadership was positively and sig-
nificantly associated with workgroup managers’ ratings of group member performance. 
More important, as predicted, leader-member dyadic politeness of exchange within the 
workgroup manager-group member dyads moderated this positive association. In gen-
eral, our findings help advance research on leadership and organizational communica-
tion by furthering our understanding of the complexity of leader-member dyadic 
politeness of exchange, as well as by exploring the conditioning effects of relational 
norms.
Our findings also suggest that leader-member dyadic politeness of exchange mod-
erated the effects of servant leadership on group members’ performance ratings by the 






















High leader-member dyadic politeness of exchange
Low leader-member dyadic politeness of exchange
Figure 1. Interaction between servant leadership and leader-member dyadic politeness of 
exchange predicting group member performance.
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servant leadership and leader-member dyadic politeness of exchange. Thus, the low R2 
improvements for the main and interaction variables (servant leadership and polite-
ness of exchange) were due to the strong association of workgroup tenure, supervisory 
effect, and organizational tenure in leader-member relationship quality (Maslyn & 
Uhl-Bien, 2001).
Next, our findings with regard to communication and relational norms are consis-
tent with the unique and dynamic interplay between cultural norms and preferred 
interaction (M. Liu & Wilson, 2011; Smith, 2011). Consistent with conversational 
constrain theory’s notion of “social appropriateness,” the tendency of an individual to 
either agree or disagree with leader-member dyadic politeness of exchange is derived 
from the individual’s cultural norms, which have been shown to effect interaction 
motives or goals between dyad (Froese, Peltokorpi, & Ko, 2012). Differences in cul-
tural norms between dyads are likely to influence judgments of interaction motives. 
From the homophily perspective, when manager-group member dyadic politeness of 
exchange is congruent with relational norms, a better understanding of what consti-
tutes a “good” relationship and a “strong” performance is gained, with the result that 
meeting expectations becomes easier as standards are clear. This, then, could account 
for the more positive relationship between servant leadership and group member 
performance.
Our findings regarding the moderating effect of leader-member dyadic politeness 
of exchange and servant leadership (as depicted in Figure 1) suggest that the relation-
ship between servant leadership and group member performance ratings by a group 
manager is stronger when managers and group members are in high politeness of 
exchange. We argue that leader-member dyadic politeness of exchange brings about 
the exchange of culturally assumed obligations. As with many other Eastern cultures, 
managers in Malaysia are obligated to mentor members in a workgroup. In return, 
younger members are expected to act in accordance with those managers by adopting 
an appropriate measure of respect and politeness. Consistent with the servant leader-
ship model, studies in Malaysian organizations have indicated that managers in 
Malaysians are expected to show compassion and wisdom and demonstrate a partici-
pative style of leadership (Selvarajah & Meyer, 2008). On the other hand, subordinates 
are expected to interact with their managers with a greater sense of respect, humility, 
and obligatory politeness. Conforming to these relational norms and obligations in an 
interaction is likely to help form mutual positive impressions between leaders and 
group members. Because these positive impressions are often constructed in subtle 
communicative exchanges, and are tied closely to cultural norms and work tasks, it 
makes sense that the moderating effect of leader-member dyadic politeness of 
exchange is seen in group member performance.
The “politeness of exchange-servant leadership model” is derived from relevant 
literature made up of predominantly Western research. Herein, we empirically validate 
the model and with a Malaysian sample. Critically, communication centeredness and 
servant leadership principles appear to have exhibited some degree of cross-cultural 
validity. In non-Western cultures like Malaysia, workplace relationships are very 
closely tied to local cultural configurations. We questioned whether cultural relational 
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norms based on politeness of exchange in Malaysia moderated the effect of servant 
leadership on performance ratings. Our findings regarding communication in the 
workplace are consistent with the unique and strong cultural relational norms which 
characterize the Malaysian workplace (Bakar & McCann, 2014). For example, studies 
in Malaysian organizations have indicated that managers in Malaysian organizations 
are expected to communicate compassion and wisdom, behaviors which are consistent 
with the concept of servant leadership. Employees in Malaysia are also expected to 
communicate with their managers (or older adults) with a greater sense of respect, 
humility, and obligatory politeness. Thus, it makes sense that the moderating effect of 
politeness of exchange is reported herein via performance ratings.
To summarize, our sample indicated that the positive association between servant 
leadership and group member performance is more pronounced when managers and 
members in workgroups are high in politeness of exchange in their interactions. The 
findings confirm the logic of relational norms and leader-member dyadic politeness 
of exchange, which specifies that dyadic interaction is associated with cultural obli-
gations and expectations in the workplace (Lauring & Selmer, 2012; L. A. Liu et al., 
2010).
In addition to shedding light on the moderating effect of dyadic politeness of 
exchange in leader-member relationships, this study contributes to the leadership and 
communication literature in another way. Heeding a call by Schriesheim et al. (2001), 
this study took a dyadic approach to leader-member dyadic interaction at both the 
theoretical and methodological levels. Particularly at the theoretical level, this study 
paid special attention to the effects of the dyad on leader-member dyadic politeness of 
exchange between managers and subordinates. Previous studies have indicated that 
manager and subordinate views of relationship quality can be quite discrepant 
(Gerstner & Day, 1997; Sin, Nahrgang, & Morgeson, 2009). To date, research empha-
sizing the dyadic level of analysis has been focused on the lack of convergence, and 
the reasons for this discrepancy. In contrast, our study underscores the importance of 
leader-member dyadic politeness of exchange on group member performance in a cul-
turally defined context. Our findings are consistent with relational dyadic communica-
tion homophily and social network perspectives, whereby communication and 
interactions within dyads that are high in shared meaning are likely to effect the dyadic 
interpretations of servant leadership and, in turn, effect overall group performance.
Practical Implications
The current study has several implications for organizational understanding and prac-
tice. First, results of this study suggest that leader-member dyadic politeness of 
exchange in the Malaysian workplace, together with servant leadership, may enhance 
group member performance. Specifically, our findings indicate that the use of lan-
guage (pekerti) may be related to employee perceptions of leadership style (servant 
leadership) and group member performance. When a manager in a workgroup 
embraces the proper use of language (pekerti), he or she may succeed in nurturing and 
developing relationships with his or her workgroup members. From a cultural 
 at UNIV NEBRASKA LIBRARIES on October 24, 2015job.sagepub.comDownloaded from 
20 International Journal of Business Communication 
standpoint, sometimes simple steps such as using culturally appropriate language can 
play a large role in creating a positive communication atmosphere in a workgroup. It 
is critical for both workgroup managers and workgroup members to utilize communi-
cation that is congruent with their social norms. By doing so, organizations can reduce 
the possibility of social loafing and role ambiguity problems in workgroups. Third, our 
results demonstrate that leader-member dyadic politeness of exchange alone is inade-
quate to improve workgroup performance. To achieve maximum results from the 
workgroup, targeted leadership training is also needed. In this way, leadership training 
can assist managers in developing culturally relevant servant leadership characteristics 
and in shaping shared communication and cultural values.
Limitations and Future Research
In spite of the significant contributions discussed above, we must acknowledge certain 
limitations. First, the sample was homogenous and purposely limited to organizations 
in Malaysia. While the exclusive use of a Malaysian work setting may reduce the 
external validity of the findings, this study does enrich our understanding of leader-
member dyadic interaction in non-Western work settings. The three organizations in 
the study represent but a very few of the rapidly growing number of international busi-
nesses operating in the emerging markets of Southeast Asia. These Southeast Asian 
markets have unique and complex cultural settings that await greater scholarly atten-
tion in the future. Indeed, Southeast Asian cultures are characterized by distinct within 
region variability in their people’s attitudes, behaviors and values, as well as by con-
siderable differences from the more frequently studied cultures of North Asia (see Ota, 
McCann, & Honeycutt, 2012; see also McCann, Honeycutt, & Keaton, 2010; McCann 
& Keaton, 2013).
A second limitation relates to sample size and response rates, issues which are par-
ticularly important for all multilevel studies (Harrison & Klein, 2007; Peterson & 
Castro, 2006). Our analysis containing 510 manager-employee dyads embedded in 65 
workgroups from three organizations could lead to problems when estimating regres-
sion weights in relationship to hypothesis testing. The current investigation, therefore, 
can only be generalized to traditional workgroups characterized by stable group mem-
bers with common goals and managers (see Seibold et al., 2014). Third, the data are 
cross-sectional in nature. Clearly, longitudinal research that tracks relationship devel-
opment and communication activities within and between dyads is needed. In addi-
tion, statements of causality based on the results of statistical techniques (such as 
HLM) are useful for making inferences, but must be treated with caution given the 
correlational nature of the data. Finally, leader-member politeness of exchange was 
measured via perceptions, which may deviate from the true nature of what occurred in 
the workgroup.
We have several recommendations for future research. First, scholars might con-
sider the moderating effect of leader-member dyadic politeness of exchange within a 
variety of organizations that have different cultural orientations or attributes (e.g., 
expatriates working in Malaysian organizations) to increase the generalizability of the 
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present findings. Therefore, comparative studies between Malaysian corporations and 
multinational corporations operating in Malaysia should be considered. In addition, 
the sample of this study was restricted to Malaysian respondents. Samples with respon-
dents from other countries should be considered to enhance the generalizability of the 
cross-cultural leadership communication effectiveness model. Second, future work 
could consider variables other than those studied here that may influence group behav-
ior. For example, one promising direction for future research is to examine live 
exchanges between supervisors and subordinates that are recorded and analyzed both 
qualitatively and quantitatively, a methodological approach which goes beyond con-
ventional survey-based research. Future research could record and content-analyze 
actual politeness of exchange. Such a perspective could more sensitively gauge the 
impact of communication and cultural configurations in the workplace. Finally, we 
call for research which explores the potential effects of new forms of communication 
(e.g., social media) that are likely to affect manager-subordinate dyads and patterns of 
relational behavior in organizations.
Despite its limitations, the present study extends current scholarship on leadership 
and communication. In particular, our study reveals the significant effect of servant 
leadership on group member performance ratings and the notable interaction effects of 
leader-member dyadic politeness of exchange in this process. These findings highlight 
the importance of taking a truly dyadic approach in both theory and methodology so 
as to unlock the relational norm dynamic that makes leader-member politeness of 
exchange and servant leadership a unique leadership phenomenon.
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